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Abstract
The research presented here examines how human cooperation and artificial intelligence (AI) are increasingly being integrated into hotel guest services, with an emphasis on how this dynamic improves customer happiness, operational effectiveness, and service delivery. The research employs a qualitative technique inside the Research Onion framework, evaluating many case studies and utilising SWOT and PESTLE analyses to assess both external effects and internal capabilities. Results show that while AI has advantages in automating activities, personalising experiences, and increasing service speed, it also has drawbacks, including a lack of empathy and privacy issues. Installing AI in the hotel and hospitality industry depends on ethical behaviour, adherence to regulations, and a harmonious balance between automation and human connection, the research says.
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	1.	Introduction
Contemporary themes significantly influence the hospitality industry by shaping factors that affect its operations. The industry adapts to meet consumers' needs and desires, particularly in response to global trends and challenges (Batinic, 2013).
	1.1	Aim
The influence of technological advancements like artificial intelligence and the value of human cooperation in the hotel and hospitality industries will be examined in this conference research paper.
According to Chon and Zoltan (2019), there is a demand of expectations of more personalised and technology-oriented services.
Technology is profoundly affecting all businesses, including the hotel industry. To stand out in an increasingly competitive market, hoteliers must offer innovative solutions to capture customer attention (Brochado, Rita, and Margarido, 2016). The integration of technology and the analysis of customer satisfaction are essential for adjusting to contemporary trends and problems within the sector (Oh and Kim, 2017).
1.2	Objective
The main focus of this research paper will be on the role of Artificial Intelligence (AI) in enhancing guest services. AI technologies are being increasingly implemented to improve customer service and operational efficiency. By automating routine tasks, AI allows human employees to concentrate on more complex and interpersonal aspects of service, fostering a collaboration where technology and human effort complement each other (Dwivedi et al., 2023).
	1.3	Analysis
Saunders' Onion, SWOT, and PESTLE analyses will be the frameworks applied in this research study to illustrate the impact that human collaboration and artificial intelligence will have on the hotel and hospitality industries.

	2.	Literature Review
2.1	Background of Artificial Intelligence
According to Lu et al. AI was created to improve human life and help solve complex problems (2017). The development of AI technologies has been closely linked to the need for improved decision-making and operational efficiency in different sectors, such as healthcare. For example, to improve the efficacy of medical data processing, reduce the likelihood of professional errors, and optimize interactions among medical professionals (Blokhina and Bezymyannyy, 2024).
2.2	Artificial Intelligence in Hotels and Hospitality
Although digitalization was not a strategic priority for many hotels before the pandemic, the need for physical distancing and government restrictions served as key catalystsAccording to a poll of 51 hotel managers, 92% of them believed that COVID-19 encouraged digitalisation, particularly in areas that are predicted to continue in use, such online meetings and productivity tools. The results indicate that both front-facing and back-office processes may benefit greatly from digitalisation. The report promotes more investigation into its real-world commercial and societal effects (António and Rita, 2021).
[bookmark: _Hlk198916097]2.3	Research performed in hospitality
According to the research by Nam et al., authors conducted in-depth interviews highlighting that with advanced IT systems, like to adopt robotic solutions, hotels foster a culture of innovation and supportive leadership, integrate AI technologies, and facing external pressures, the desire to enhance customer experience to stay ahead in the market motivates investment in these technologies (2020).
According to research, AI is being utilized in various domains, including customer service (chatbots), operations (inventory management), and marketing (personalised promotions). Primary AI functions, such as data analysis, predictive modelling, and customer interaction, are central to AI’s roles in the industry. The emerging AI topics, such as emotional, ethical considerations, and personalisation, are gaining importance (Kim et al., 2024).
According to Roy et al., data collected from 210 guests across 14 luxury hotels in New Delhi (India) investigates the factors influencing the factors of customer acceptance of AI-driven services, which underscores the importance of both emotional and cognitive appraisals in shaping customer acceptance in hospitality services. These factors were addressed by performance, effort expectancy, and emotional responses, which resulted in managers being able to strategize the integration of AI better to meet customer expectations (2020).

2.4	AI for guest services in hotels and hospitality
In the hospitality sector, AI could improve hotel property management systems (PMS). It explains how AI enhances performance and visitor fulfilment by following the development of PMS from manual to contemporary AI-infused versions. This increases operational efficiency and makes hotels more competitive in a changing market by highlighting real-time brand monitoring, dynamic pricing strategies, and improved customer experiences (Bouchareb, 2023). 
The key contributions of AI to guest services in Israeli hotels are:
· personalised self-service – enables guests to access custom service through smart kiosks and mobile applications, having seamless check-ins, customised room settings and personalised recommendations, which improves the guest experience.
· Robotic assistance - The use of robots in hotels to assist visitors with duties such as delivering amenities, giving information, and simplifying check-ins, which increases service efficiency and client happiness.
· Smart algorithms for Data Analysis – analyses guest data to predict preferences and behaviour, which allows hotels to offer customised services and promotions that align with individual guest lists.
· Enhanced operational processes – AI improves hotel operations by automating processes like housekeeping scheduling, maintenance, and inventory management, ensuring that guest services are performed quickly and effectively (Sapir, 2024).


2.5	Current ideas and hypotheses 
Research in Amman, Jordan, evaluates how AI functions contribute to guest satisfaction, of a positive correlation, improving service speed, accuracy, and personalisation, leading to better guest experiences. The guest trust and perceived value increase when AI is used to support, not replace, human service. The study concludes that AI improves guest satisfaction when used appropriately, blending with human-centered service to maintain a competitive edge and deliver superior guest experiences (Al-Hyari, Al-Smadi, and Weshah, 2023).
A study that was conducted in Vietnam structured a survey of 413 responses. The chatbot should respond in a way that shows understanding, care, and emotional sensitivity, just like a human world. This resulted in a negative review of Artificial Intelligence in the hospitality industry. Guests feel more comfortable and valued when their concerns or needs are met with empathy, not just auto replies. The guests want to interact without their identity being exposed or their data being misused, because privacy helps users feel secure (Nguyen, Phong, and Khanh, 2023).
2.6	More research questions
The study, which concentrated on upscale, international hotels in Africa, Dubai, and the Middle East, concluded that AI and automation will become critical differentiators in luxury hospitality, helping hotels maintain excellence, streamline operations, and meet evolving guest expectations. This study raises further issues about how AI systems in upscale hotels may be developed to provide highly customised services while protecting the privacy of visitors and what aspects affect visitors' pleasure with AI-powered customisation. The issue that comes up is how hotels may use guest data in an ethical manner and what standards are required for visitor permission and transparency in AI-driven services (Silva Wawulagala, 2022).
Another researcher concludes that Generative AI holds significant promise for transforming the hospitality and tourism industry, but these are the research questions that arise. How can AI contribute to building resilience in hotel guest services during times of crises such as pandemics and labour shortages? How can AI-powered guest services contribute to achieving sustainability goals as energy-saving features and green choices? What design principle can make AI guest services more universally accepted? (El Hajal, 2024).


	3.	Method
In order to investigate the function of AI in hotel guest services, this study uses the Research Onion framework developed by Saunders (Saunders, Lewis, and Thornhill, 2019). To comprehend how people view and interact with AI systems, an interpretivist philosophy was used. Instead of testing preexisting ideas, the study employs an inductive technique with the goal of drawing conclusions from evidence.
Using many case studies of hotels that have included AI technologies like chatbots, smart room systems, and service robots, a qualitative approach was put into practice. The study's cross-sectional temporal horizon enables us to take a current picture of how AI is being used in guest services.
From the case studies data, which conducted interviews with hotel staff members and visitors who have used AI-based services, was conducted to obtain data. This made it possible to examine topics like data protection, emotional reactions, service speed, and customisation in great detail. To find patterns in the data, thematic analysis was employed.
Using the library Primo Research Assistant and ChatGPT, the researcher was able to gather information to assist in doing the conference research paper to understand the impact of the contemporary theme ‘AI and human-collaboration of guest services in hotels and hospitality’.
To explore further, the contemporary theme of Artificial Intelligence and its interaction with human collaboration in the hotel and hospitality sector, this study will apply the SWOT and PESTLE analysis frameworks for deeper insight.


4.	Theme Impact Analysis
As AI technologies like chatbots, robotic assistants, and predictive data systems become more integrated into guest services, the human aspect remains critical to preserving empathy, trust, and personalisation. This study investigates the developing link between AI and human collaboration in improving visitor experiences and operational efficiency.
To better understand the opportunities, threats, and bigger effects of this technological transition, the research utilises the SWOT (Strengths, Weaknesses, Opportunities, Threats) and PESTLE (Political, Economic, Social, Technological, Legal, Environmental) frameworks. These analytical methods give a structured perspective through which to assess the impact of AI on internal service operations, as well as how external variables influence its adoption and performance.
The paper aims to identify strategic considerations for hospitality leaders, emphasising the importance of balancing automation with authentic human interaction to maintain competitive advantage, guest satisfaction, and ethical responsibility in a rapidly evolving service environment.
	







	

[bookmark: _Hlk198916373]4.1	SWOT Analysis
STRENGTH					OPPORTUNITY
	AI's ability to lodge and make well-informed decisions that improve operational efficiency and performance. 
This also helps to measure the impact of the business. (Table 1) shows hotel chains that have adopted AI in their operational activities.
	The benefits of integrating AI may be measured by tracking the decrease in time and expenditures incurred.
Another goal is to investigate the competitive advantages achieved by AI. This created chances for the hotel sector and strengthened its competitive edge (Sharma et al., 2023).

	AI enables hotels to offer tailored experiences by analysing guest preferences, which increases guest satisfaction and loyalty.
	The use of AI creates opportunities for unique services such as virtual concierges and predictive maintenance, which set hotels apart in a competitive market (Acharya and Mahapatra, 2024).

	Collaboration with AI might result in greater Organisational Citizenship Behaviour among employees. This encompasses compassion, conscientiousness, and civic virtue, which help create a healthy work atmosphere and improve visitor experiences.
	The integration of AI creates chances for people to learn new skills, notably in managing and collaborating with AI systems. This can lead to professional advancement and enhanced job satisfaction (Bai and Zhang, 2025).

	Important balance of AI efficiency with human empathy, suggesting that AI can handle routine tasks while human staff focus on personalized interactions, enhancing overall service quality.
	AI systems can be scaled to handle increased demand without a proportional increase in staffing, making it easier to manage peak periods and expand services (Sardesai, D’Souza and Govekar, 2024).





	WEAKNESSES					THREATS
	Based on artificial intelligence services may lack the empathy and personal connection that human workers offer, thus reducing the client experience.
	Automation of typically human-performed work might result in job losses, lower employee morale, and potential labour conflicts (Štilić, Nicić and Puška, 2023).

	Technical limitations: AI systems may fail to fully understand complex human emotions and cultural situations, resulting in misinterpretations or improper reactions.
	Data Privacy and Security: The usage of AI involves gathering and processing massive volumes of personal data, which raises issues about data breaches and compliance with privacy standards (Wang, 2024).

	High Implementation Costs: The initial investment in AI technology, such as hardware, software, and training, can be significant, causing financial issues for certain businesses.
	Regulatory Challenges: The changing regulatory landscape around AI and data protection may complicate compliance for hotels employing AI technologies (Makivić et al., 2024).



[bookmark: _Hlk198916403]4.2	PESTLE Analysis
Political Factors
According to Liu and Zhang, Hungary follows strict data protection standards, such as the General Data Protection Regulation (GDPR), which creates higher guest trust in AI systems by requiring openness and responsibility. Serbia is currently aligning its legal frameworks with EU standards, however, it has obstacles in implementing strong data protection regulations. The lack of adequate laws may cause guests to mistrust AI utilisation and data privacy (2021).
Economic Factors 
Serbia and Hungary are investing in artificial intelligence (AI) to improve personalised visitor experiences. However, the size and efficiency of these investments differ. Hungary's better economic situation enables greater investment in AI infrastructure, resulting in more advanced hotel implementations.
Social Factors
Introduction of AI and robotics can lead to concerns for staff's job security and role relevance.  Employees may regard these technologies as threats, which might lead to lower morale and greater turnover intentions. Cultural and individual tastes have a considerable impact on visitor willingness to accept artificial intelligence in service delivery (Nam et al., 2020).
Technological Factors
The technological integration of AI service robots in hotels creates both potential and constraints. While they can improve operational efficiency, infrastructure preparedness, robot performance, and human staff psychological well-being must all be carefully considered in order to create a pleasant and productive work environment (Xu et al., 2025).
Legal Factors
To ensure ethical and legitimate operation, the legal framework around unmanned smart hotels needs strict data privacy, adherence to digital service rules, and transparent consumer safeguards (Evrim, 2025). 
Environmental
By increasing energy efficiency, cutting waste, and coordinating with global sustainability goals, the deployment of AI in the hotel sector in Serbia has the potential to greatly contribute to environmental sustainability (Gajić et al., 2024).
	


5.	Conclusion
The research concludes that there are several advantages to integrating AI into hotel guest services, such as increased operational effectiveness, efficiency, and customisation. But there are drawbacks as well, such as less human empathy, ethical dilemmas, and data privacy difficulties. Strategic cooperation between AI and human personnel can enhance business advantage while addressing social, legal, and environmental implications, according to SWOT and PESTLE assessments. Leaders in the hotel industry must strike a balance between technical innovation and human-centered service to guarantee the ethical and sustainable use of AI. Maximising AI's potential while preserving confidence and visitor happiness requires careful application and ongoing study.


	6.	Recommendations
6.1	Increase Human-AI Collaboration: 
AI should assist human employees by taking care of repetitive duties so that staff members may concentrate on providing guests with individualised and sympathetic experiences. This harmony guarantees effectiveness without sacrificing the personal touch that visitors cherish (Rafiq et al., 2022).
6.2	Invest in Staff Training: 
Hotels should provide their employees with thorough training so they can collaborate with AI systems and get the full benefits of AI. This entails cultivating abilities in emotional intelligence, critical thinking, and technological adaptation (Gidumal et al., 2023).
6.3	AI Integration for Housekeeping Quality Assurance
Use deep learning models, like YOLO, in AI-powered linen inspection systems to automatically identify flaws like stains or rips. This improves quality control accuracy and efficiency, guaranteeing excellent cleaning standards that have a direct effect on visitor happiness. 
[bookmark: _Hlk198916636]6.4	Maximise the Allocation of Resources
Improve inventory control and cut down on waste by using AI to forecast linen consumption trends and repair requirements. By ensuring that resources are distributed effectively, this predictive skill helps to save costs and promote environmental sustainability (Gubhaju, Panta and Ahn, 2024).
6.5	Put AI-Human Co-Writing Systems into Practice
Use AI-powered solutions that provide preliminary answers to online guest reviews so that human employees may edit and customise them. This method keeps the genuineness and empathy that visitors love while improving response efficiency.


6.6	Staff responsibilities in feedback management 
Transition staff roles from sole content creators to editors and quality controllers of AI-generated drafts. This change guarantees that replies are consistent with the hotel's brand language and allows staff to concentrate on subtle guest encounters.
[bookmark: _Hlk198916755]6.7	Provide Clear Accountability Structures
Create guidelines that specify the roles and duties of human employees and AI systems in the feedback process. Maintaining human control is essential to maintaining service quality and fixing any errors caused by AI.
6.8	Establish Clear Accountability Frameworks
Create guidelines that specify the roles and duties of human employees and AI systems in the feedback process. Maintaining human control is essential to maintaining service quality and fixing any errors caused by AI (Katsiuba, Dolata and Schwabe, 2025).
To conclude the Recommendations, the researcher suggests, integrating AI technologies to enhance operational efficiency while maintaining the fundamental human aspects of hospitality should be the main goal of the future of AI and human partnership in hotel guest services. In the end, both visitors and hotel operators may gain from this strategy's potential to improve visitor experiences and satisfaction.

	7.	Appendix
Table 1
[image: ]


	8.	References
Acharya, P. and Mahapatra, S.S. (2024). Exploring the Impact of Artificial Intelligence Integration on Guest Experience in the Hotel Industry. GeoJournal of Tourism and Geosites, [online] 54(2 supplement), pp.802–810. doi:https://doi.org/10.30892/gtg.542spl04-1255.
Al-Hyari, H.S., Al-Smadi, H.M. and Weshah, S.R. (2023). The Impact of Artificial Intelligence (AI) on Guest Satisfaction in Hotel management: an Empirical Study of Luxury Hotels. GeoJournal of Tourism and Geosites, [online] 48(2 supplement), pp.810–819. doi:https://doi.org/10.30892/gtg.482spl15-1081.
António, N. and Rita, P. (2021). COVID 19: The catalyst for digital transformation in the hospitality industry? Tourism & Management Studies, 17(2), pp.41–46. doi:https://doi.org/10.18089/tms.2021.170204.
Bai, S. and Zhang, X. (2025). My coworker is a robot: The impact of collaboration with AI on employees’ impression management concerns and organizational citizenship behavior. International Journal of Hospitality Management, 128, p.104179. doi:https://doi.org/10.1016/j.ijhm.2025.104179.
Batinic, I. (2013). Current trends in hospitality industry. Journal of Process Management. New Technologies, 1(4), pp.91–95. doi:https://doi.org/10.5937/jpmnt1304091b.
Blokhina, E.V. and Bezymyannyy, A.S. (2024). Artificial intelligence technologies in the activities of primary healthcare in Moscow. Digital Diagnostics, 5(1S), pp.21–23. doi:https://doi.org/10.17816/dd626790.
Bouchareb, N. (2023). The Role of Artificial Intelligence in Improving Hotels Property Management Systems. International Journal of Economic Performance, 6(2).
Brochado, A., Rita, P. and Margarido, A. (2016). High tech meets high touch in upscale hotels. Journal of Hospitality and Tourism Technology, 7(4), pp.347–365. doi:https://doi.org/10.1108/jhtt-07-2016-0038.
Chon, K.K.-S. and Zoltan, J. (2019). Role of servant leadership in contemporary hospitality. International Journal of Contemporary Hospitality Management, 31(8), pp.3371–3394. doi:https://doi.org/10.1108/ijchm-11-2018-0935.
Dwivedi, Y.K., Pandey, N., Currie, W. and Micu, A. (2023). Leveraging ChatGPT and other generative artificial intelligence (AI)-based applications in the hospitality and tourism industry: practices, challenges and research agenda. International Journal of Contemporary Hospitality Management, 36(1), pp.1–12. doi:https://doi.org/10.1108/ijchm-05-2023-0686.
El Hajal, G. (2024). The future of AI: hospitality and tourism perspectives. Research in Hospitality Management, 14(2), pp.1–3. doi:https://doi.org/10.1080/22243534.2024.2395708.
Evrim, Ç. (2025). Unmanned smart hotel: applications and examples. Worldwide Hospitality and Tourism Themes, 16(5). doi:https://doi.org/10.1108/whatt-06-2024-0137.
Gajić, T., Vukolić, D., Bugarčić, J., Đoković, F., Spasojević, A., Knežević, S., Boljanović, J.Đ., Glišić, S., Matović, S. and Dávid, L.D. (2024). The Adoption of Artificial Intelligence in Serbian Hospitality: A Potential Path to Sustainable Practice. Sustainability, 16(8), pp.3172–3172. doi:https://doi.org/10.3390/su16083172.
Gidumal, J.B., Secin, E.W., O’Connor, P. and Buhalis, D. (2023). Artificial Intelligence’s Impact on Hospitality and Tourism marketing: Exploring Key Themes and Addressing Challenges. Current Issues in Tourism, [online] 27(14), pp.1–18. Available at: https://www.tandfonline.com/doi/full/10.1080/13683500.2023.2229480.
Grad Coach (2022). Saunders’ Research Onion Model: Simple Explanation + Examples (Research Methodology 101 Lecture). [online] www.youtube.com. Available at: https://www.youtube.com/watch?v=Yoq-x4eVn6A.
Gubhaju, P., Panta, P. and Ahn, J. (2024). AI-driven linen inspection: enhancing efficiency and guest satisfaction in hotel industry. Multimedia tools and applications, 84(11). doi:https://doi.org/10.1007/s11042-024-19246-0.
Katsiuba, D., Dolata, M. and Schwabe, G. (2025). Joining forces for online feedback management: policy recommendations for human–AI collaboration. Data & Policy, 7. doi:https://doi.org/10.1017/dap.2025.13.
Kim, H., Kam, K., Shin, S. and Li, J. (2024). Artificial Intelligence in Hospitality and Tourism: Insights From Industry Practices, Research Literature, and Expert Opinions. Journal of Hospitality & Tourism Research, [online] 49(2). doi:https://doi.org/10.1177/10963480241229235.
Liu, Y. and Zhang, N. (2021). Study of Hotel AI Application and Development Trends in 5G Era. 2021 4th International Conference on Advanced Electronic Materials, Computers and Software Engineering (AEMCSE). doi:https://doi.org/10.1109/aemcse51986.2021.00215.
Lu, H., Li, Y., Chen, M., Kim, H. and Serikawa, S. (2017). Brain Intelligence: Go beyond Artificial Intelligence. Mobile Networks and Applications, 23(2), pp.368–375. doi:https://doi.org/10.1007/s11036-017-0932-8.
Makivić, R., Vukolić, D., Veljović, S., Bolesnikov, M., Dávid, L.D., Ivanišević, A., Silić, M. and Gajić, T. (2024). AI Impact on Hotel Guest Satisfaction via Tailor-Made Services: A Case Study of Serbia and Hungary. Information, [online] 15(11), pp.700–700. doi:https://doi.org/10.3390/info15110700.
Nam, K., Dutt, C.S., Chathoth, P., Daghfous, A. and Khan, M.S. (2020). The adoption of artificial intelligence and robotics in the hotel industry: Prospects and challenges. Electronic Markets, [online] 31(3). Available at: https://link.springer.com/article/10.1007/s12525-020-00442-3.
Nguyen, V.T., Phong, L.T. and Khanh, N.T. (2023). The impact of AI chatbots on customer trust: an empirical investigation in the hotel industry. Consumer behavior in tourism and hospitality, 18(3), pp.293–305. doi:https://doi.org/10.1108/cbth-06-2022-0131.
Oh, H. and Kim, K. (2017). Customer satisfaction, service quality, and customer value: years 2000-2015. International Journal of Contemporary Hospitality Management, 29(1), pp.2–29. doi:https://doi.org/10.1108/ijchm-10-2015-0594.
Rafiq, F., Dogra, N., Adil, M. and Wu, J.-Z. (2022). Examining Consumer’s Intention to Adopt AI-Chatbots in Tourism Using Partial Least Squares Structural Equation Modeling Method. Mathematics, 10(13), p.2190. doi:https://doi.org/10.3390/math10132190.
Roy, P., Ramaprasad, B.S., Chakraborty, M., Prabhu, N. and Rao, S. (2020). Customer Acceptance of Use of Artificial Intelligence in Hospitality Services: An Indian Hospitality Sector Perspective. Global Business Review, 25(3), p.097215092093975. doi:https://doi.org/10.1177/0972150920939753.
Sapir, L. (2024). INTEGRATION OF ARTIFICIAL INTELLIGENCE IN HOTEL SERVICES: TRENDS AND DEVELOPMENTS (THE ISRAELI CASE). The Annals of the University of Oradea. Economic Sciences, 33(1), pp.177–183. doi:https://doi.org/10.47535/1991auoes33(1)020.
Sardesai, S., D’Souza, E. and Govekar, S. (2024). Analysing the impacts of artificial intelligence service quality and human service quality on customer satisfaction and customer loyalty in the hospitality sector. Turizam, [online] 28(1), pp.37–48. doi:https://doi.org/10.5937/turizam28-45450.
Saunders, M., Lewis, P. and Thornhill, A. (2019). Research methods for business students. 8th ed. Harlow: Pearson Education.
Sharma, M., Gaurav Bathla, Kaushik, A., None Rohit and Rana, S. (2023). A Study on Impact of Adaptation of AI-Artificial intelligence services on Business Performance of Hotels. doi:https://doi.org/10.1109/iccmso59960.2023.00019.
Silva Wawulagala, N. (2022). A Ten-Year Outlook on the Role and Importance of Artificial Intelligence (AI) and Automation in High-End Hotels.
Štilić, A., Nicić, M. and Puška, A. (2023). Check-In to the future: Exploring the impact of contemporary information technologies and artificial intelligence on the hotel industry. Turističko Poslovanje, 2023(31). doi:https://doi.org/10.5937/turpos0-43739.
Wang, P.Q. (2024). Personalizing guest experience with generative AI in the hotel industry: there’s more to it than meets a Kiwi’s eye. Current Issues in Tourism, 28(4), pp.1–18.
Xu, T., Zheng, Y.-H., Zhang, J. and Wang, Z. (2025). ‘They’ threaten my work: How AI service robots negatively impact frontline hotel employees through organizational dehumanization. International Journal of Hospitality Management, [online] 128, p.104162. doi:https://doi.org/10.1016/j.ijhm.2025.104162.
2 | Page

image1.png
Hilton
Marriott International
Hyatt Hotels

Aloft hotel

Westin

Accor Hotel

flyZoo Future Hotel

Room temperature
control, lightning control,
mobile app for room
control, Express check-in
by mobile app, customer
profiling, revenue
management, occupancy
optimization

Chatbots.
Facial recognition
Voice command
Analytics

Big data analytics
Mobile apps




